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JOB DESCRIPTION

	 Job title:
	Senior Visiting Officer

	 Team: 
	Revenues and Benefits Shared Service

	 Service area: 
	Resources, Audit and Monitoring Officer

	 Responsible to:
	Non-Domestic (Business) Rates Team Leader

	 Position reference:
	R267

	 Contract type:
	Permanent

	 Grade:
	6

	 Hours of work:
	37 hours per week, Monday to Friday

	 Out of hours working/Standby:
	Yes

	 Location:
	Hinckley Hub

	 Hybrid working:
	Yes, by agreement

	 Politically restricted:
	No 

	 Criminal record check:
	Basic

	 Driving licence type:
	Full UK Driving licence

	 Vehicle use:
	Grey fleet (own car) 


[bookmark: _Hlk219972496]

Variations to standard conditions of service

The partnership intends to periodically review employees' job descriptions to ensure each job role reflects the needs and changes within the partnership as it evolves.  This process will be jointly conducted by the manager and post holder where possible.  
Job purpose

[bookmark: _Hlk219971489]To provide knowledge and support to the team responsible for the visiting function within the Shared Service. This includes directing and coordinating the Visiting Team and scheduled workloads to ensure a customer-focused service is delivered to members of the public and stakeholders in relation to the effective and accurate administration of all aspects of Revenues and Benefits services.

To conduct and oversee all types of visits/inspections on behalf of the Shared Service, including directing scheduled programmes of work and prioritising activity using a risk-based approach, in order support the efficient and effective delivery of a customer-oriented Revenues and Benefits service for the authorities. And using all available technology to obtain information via desk-based methods where appropriate.

To lead and support high-value and complex Non-Domestic Rates (NDR) inspection activity, contributing to accurate assessments, compliance and the maximisation of income.

To contribute to the continuous improvement of systems, processes and mobile working practices to improve efficiency, data quality and service performance.
To act as the lead technical expert for the timely issue of completion notices for both Non-Domestic Rates and Council Tax.
Key duties and responsibilities

1. To oversee and participate in visits to Council Taxpayers, Non-Domestic Ratepayers and benefit claimants as required on behalf of the Shared Service.
2. To support the Team Leader in identifying when procedures and processes need to be amended to ensure visits are undertaken efficiently and effectively, for example following a difficult visit, a change in regulations, innovation, or other identified best practice.
3. To maintain an accurate record of all visits undertaken and the total mileage completed in doing so and collect and record weekly visit statistics and mileage information in respect of the Visiting Team.
4. To lead and support high-value and complex Non-Domestic Rates (NDR) inspection activity, contributing to accurate assessments, compliance and the maximisation of income. This includes maintaining accurate records of changes to assessments that may affect the valuation list, such as planning lists and building control completions.
5. To liaise with the Senior Business Rates Officer to ensure all growth is recorded, monitored and reflected in the NNDR1.
6. To ensure that an excellent level of customer service is given to other teams, agencies, stakeholders or councils when dealing with them.
7. Where required, to oversee and participate in the delivery of enforcement and court documents, such as summonses and warrants of apprehension, to Council Taxpayers, Business Ratepayers or benefit claimants.
8. To plan and coordinate visits for the Visiting Team on a day-to-day basis, direct scheduled work programmes, ensure workloads are allocated effectively, and ensure visiting activity is delivered in the most cost-effective way within relevant timescales and service priorities.
9. To oversee and undertake visits to high-value and complex Non-Domestic Rates (NDR) properties, ensuring accurate assessments, correct liability and the maximisation of revenue.
10. To monitor and manage the performance of visiting activity, ensuring workloads are allocated effectively, targets are achieved and any performance issues are addressed appropriately.
11.  To analyse visiting outcomes, data and trends to inform service priorities, highlight risks and support wider service improvement and income generation initiatives.
12. To maintain a good level of knowledge in respect of the legislation covering the Housing Benefit and Council Tax Support Scheme, other welfare benefits, Council Tax and Business Rates.
13. To provide advice to the Visiting Team on complex cases or queries that may arise, in accordance with legislation and guidance.
14. To be fully conversant with the authority’s core software application, mobile working technology and document image system, including any changes that affect the work of the Visiting Team, and to contribute to the continuous improvement of systems, workflows and digital solutions that support visiting services.
15. To cross-check certain information obtained in respect of benefit claims, Council Tax accounts and Business Rate accounts against that held on the authority’s systems
16. To liaise directly with internal sections, departments and external organisations or agencies when required, for example estate agents, landlords, planning, building control, developers, street naming and numbering, empty homes officers, registered providers and the DWP. This list is not exhaustive.
17. To work outside normal office hours when required, for example to undertake residency checks.
18. To provide training, mentoring and support to members of staff to ensure the visiting function within the Shared Service is carried out efficiently and effectively.
19. To carry out quality checks in respect of work undertaken by the team members as directed and within set timescales.
20. To act as the technical expert for completion notices across all revenues matters, including any challenges received, and to provide support to the Visiting Team. Where required, this may include attendance at valuation tribunals.
21. To provide appropriate support and work closely with managers and team leaders across the Shared Service to assist in the delivery of service and team outcomes, ensuring a coherent and joined-up approach at all times.
22. To obtain forms, supporting evidence and information electronically or manually from members of the public in relation to Housing Benefit and Council Tax Support applications, Council Tax and Non-Domestic Rate liabilities, including discounts, exemptions and reliefs.
23. To schedule work in accordance with agreed priorities. 
24. Any duties that include the processing of personal data must be undertaken in accordance with the Data Protection Guidelines and relevant data protection legislation.
25. To comply with the requirements of the Council’s data quality management policy, the officers' code of conduct, safeguarding policies and procedures, financial and contract rules and procedures, and with corporate personnel policies and practices, particularly absence management, health and safety and equalities.
26. To undertake other duties that may reasonably be required within the post and the Shared Service as appropriate to your grade and hours of work.
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PERSON SPECIFICATION
Candidates
[image: ]When completing your application form, please address your answers directly to each of the selection criteria below in your supporting statement. This enables the recruiting manager to access your ability to meet each essential and desirable criteria. 
	Essential Criteria
	Desirable Criteria


	Qualifications

	1. GCSE Grade C Mathematics and English Language or equivalent or able to demonstrate equivalent aptitude.

2. IRRV Level 3 Certificate (Technician) or equivalent experience
	

	Relevant experience and professional knowledge

	3. Experience of working within a similar environment.
4. Experience of communicating with customers in writing and verbally.
5. Experience of prioritising workloads to meet strict and critical deadlines
6. Experienced in the use of Academy and Information@Work computer systems.
7. To be competent in the use of computerised systems including the Microsoft suite of applications.
8. Experience of coaching and training colleagues
9. Experience of visiting customers in their homes or place or work and providing an excellent customer service.
10. Basic knowledge of Housing Benefits, Council Tax Support, Council Tax and Non Domestic Rates to include a good knowledge surrounding the issue of completion notices.
11. An awareness of Data Protection issues.
	

	Skills and abilities

	12. Ability to carry out quality checking and provide expert advice and support to the team
13. Excellent written and verbal communication skills with the ability deal with customers in person and by telephone.
14. Ability to communicate information clearly and simply and to adapt communication styles (verbal and written) according to the situation
15. Excellent analytical and decision making skills with the ability to interpret, understand and follow instructions and procedures
16. Ability to work accurately and quickly under pressure to tight deadlines
17. Excellent customer handling and care skills with the ability to demonstrate a high degree of customer focus.
18. Good ability to deal with difficult and sensitive situations to achieve positive outcomes.
19. Ability to deal with customers in a confidential, tactful and helpful way
20. Ability to form effective working relationships with internal and external parties ensuring high levels of customer satisfaction
21. The ability to work as part of a team but also work independently and using initiative with minimal supervision.
	

	Other

	22. Ability to work in a non-discriminatory manner, in accordance with the appropriate Council’s Equal Opportunities Policy.
23. Commitment to equality and diversity in employment and service delivery.
24. Able and willing to work outside normal office hours (9am to 5pm) as necessary.
25. Full valid driving licence and access to a suitable vehicle for work purposes
	

	Diversity and Inclusion 

	26. Demonstrate an understanding and commitment in relation to equal opportunity and the ability to implement these policies in the workplace.
	

	Health and Safety

	27. Demonstrate an understanding of the requirement to take reasonable care for the health, safety and well-being of yourself and others in the role and those who may be affected by acts or omissions at work.
	





Our Values and Behaviours Framework

WHO WE ARE
At Hinckley & Bosworth Borough Council, we’re passionate about delivering outstanding services to our community—and our people are at the heart of this mission. Every resident and customer deserves the highest standards of professionalism from our teams, and together, we’re dedicated to making life better for everyone in Hinckley & Bosworth by providing top-quality services.
We’ve crafted a clear set of values and behaviours that define what matters most to us as a Council. These values have been reviewed and refreshed to respond to and build upon the positive feedback received in the Peer review 2024 and to reflect the aspirations and views of employees.
These values drive everything we do, guiding us to make the right choices in the right way. Our behaviours are designed to bring these values to life, ensuring they’re woven into our daily actions.
Hinckley & Bosworth Borough Council are one team, united in our commitment to quality and integrity and driven to deliver excellence for our community, making the most of our resources and living our values every day.
Our values are who we are.

[image: Image of Positive value, image with thumbs up surrounded by hearts] 
We are energetic and passionate, proud of and dedicated to our area.
[image: Image of Ambitious value, image of bar graph showing progression]
We strive for excellence. We learn, innovate, challenge, seek out opportunities and embrace new ideas.
[image: Image of Collaborative value, image showing cogs interlinking and working together]
We trust, respect and are honest. We listen to each other, to our communities and to our partners and work with them supportively to get things done.
[image: ]
We put the needs of our customers first. We care about being the best we can be and take responsibility for our actions.

Flexible Working Arrangements and Reasonable Adjustments

Flexible working arrangements where possible are supported on request. Reasonable adjustments will be considered under the Equality Act 2010 throughout recruitment and employment.
Guaranteed Interview and Disability Confident Scheme
[image: Disability Confident Logo
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]We are a Disability Confident Employer. This means we work to make sure that disabled people and those with long term health conditions have opportunities to fulfil their potential and realise their aspirations. 
We are committed to interview any applicant that declares they have a disability and meets the minimum essential criteria for the job as defined by Hinckley and Bosworth Borough Council.
This commitment supports fair access to employment and complies with the Equality Act 2010.
Confidentiality of disability and reasonable adjustment information
Any information provided about disability, health conditions, or reasonable adjustments will be kept confidential and used only for the purpose of making appropriate adjustments. This information will not be shared with shortlisting or interview panels unless necessary to implement agreed adjustments at interview.
Care Leaver Friendly Employer Charter

As a care leaver friendly employer, we offer a guaranteed interview (and constructive feedback) to applicants who identify as care experienced and meet the minimum essential criteria for the job as defined by Hinckley and Bosworth Borough Council.
To administer this scheme, the recruiting manager(s) will be able to see your response to this question.
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